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ABSTRACT 
 
Introduction: Therapeutic communication is a means for nurses in building mutual trust and to 
increases client satisfaction, so it can provide good image for health professionals, especially nursing 
profession. The purpose of this study was to determine the connection of Therapeutic communication 
and patient satisfaction at Kertabumi in Dr. Wahidin Sudiro Husodo Mojokerto Hospital. Method: The 
design that was used to research in this study was an analityc correlation with of cross sectional study 
type. The sample used was purposive sampling. Result: The result showed good therapeutic 
communication nurse was 27 respondent (79,4%),while for patient satisfaction, 34 respondent (100%) 
were satisfied. From the analysis using Sperman Rho, probability value 0,000 (p < 0,05), this means 
there was a connection between therapeutic communication with patient satisfaction. It also found a 
correlation coefficient of 0,576, the connection between therapeutic communications with patient 
satisfaction in the strong category. Discussion: Conclusion Based on the result of this study at 
Kertabumi in Dr. Wahidin Sudiro Husodo Mojokerto Hospital•fs are expected to maintain and improve 
of therapeutic communication for nurses to build optimal nursing. 
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INTRODUCTION 
All individual have basic needs to 
establish relationships with others in their life. 
Communication is an important component in 
the practice of nursing. Listen to the feelings of 
the patient and explain the procedures of 
nursing are examples of communication 
techniques performed by nurses during practice 
(Mundakir, 2006). In the process of nursing , 
communication is meant to change the behavior 
of patient to achieve optimal level of health. 
Communication in nursing is called therapeutic 
communication (Suryani, 2005).  
Therapeutic communication is one of 
interpersonal communication with starting 
point to provides understanding between nurse 
and the patient. The basic problem of this 
communication is a mutual need between 
nurses and patients. (Mundakir, 2006). Patient 
satisfaction is the first indicator of the  standard 
quality of the hospital. Patients will be satisfied 
if the quality of health care acquired equals or 
exceeds expectations, and on other way 
unsatisfied is the answer when the performance 
of health services is less than expected. 
Phenomena on the field shows that nurses often 
doesn't give therapeutic communication when 
interacting with patients, for example when the 
nurses do nursing care, nurses did not introduce 
themselves, and lack of response to patient 
feedback feeling. Nurses must communicate 
with therapeutic communication to the patient 
in order to make patient gain trust and feel 
satisfied.  
Results of research that conducted by 
Bolla (2008) about the connection of 
therapeutic communication between nurse and 
patient satisfaction level indicates that the good 
communication therapeutic nurse is 9 nurses  
(56, 3%) and the implementation of therapeutic 
communication nurse not good by 7 nurses (43, 
8%) in other hand,  level of satisfaction of 
patients shows that 10 patients are satisfied (62, 
5%), and 6 patients (37, 5%)  are not satisfied.  
Laode's research results (2012) about 
the relationship of therapeutic communication 
with patient satisfaction shows that good 
therapeutic communication and 28 respondents 
(68.3%) patient are satisfied , 2 respondents 
(4.9%) stated therapeutic communication is 
good but unsatisfied , 4 respondents (9.7%) 
expressed unfavorable therapeutic 
communication but oddly satisfied, and  11 
respondents (26.8%) expressed unfavorable 
therapeutic communication and are unsatisfied.  
Researchers conducted a Preliminary Study on 
November 11th 2014, through interviews at 
Kertabumi room of Dr. Wahidin Sudiro Husodo 
General Hospital Mojokerto against seven 
patients, 3 people claimed they were satisfied 
with services of the communication therapeutic 
nurse and nurses are reachable when needed , 1 
person stated nothing special in communication 
therapeutic nurse and 3 people expressed less 
satisfied with therapeutic communication nurse 
because there were nurses who did not 
introduce themselves, less friendly and less 
response to patient feedback feeling. 
From the problems that occur, the 
solution is a nurse should be able to enhance the 
capabilities and knowledge from experience 
gained on a therapeutic communication, skills 
in communication and provide communication 
in accordance with the principles of therapeutic 
communication because the communication 
which is good and right to the patient can give 
satisfaction to the patient. 
 
METHOD 
 Subjects in this study were patients 
who were treated at the Kertabumi Room Dr. 
Wahidin Sudiro Husodo General Hospital 
Mojokerto in total 34 people. This study was a 
cross sectional study in which all data were 
taken in the same time. Research Instrument are 
questionnaires which distributed to all 
recipients. Questions on the questionnaire 
consist of 20 questions and the communication 
on patient satisfaction questionnaires are 25 
questions using a Likert scale. Data Analysis 
that used are Spearman rho correlation test.  
 
RESULTS 
 Based on gender, subjects were 17 
male respondents (50%) and 17 female 
respondents (50%), most of them are work 
(61.8%), and 38.2% of subjects were 26-32 
years old , education level showed 47.1% with 
education senior high school / MA. 
 Based on data obtained regarding the 
therapeutic communication on 27 subjects 
(79.4%) said a good therapeutic 
communication, patient satisfaction showed 34 
respondents (100%) are satisfied, and from the 
Cross Tabulation Therapeutic Communication 
And Patient satisfaction can be seen that 27 
respondents (79, 4%) have good therapeutic 
communication, 34 respondents (100%) are 
satisfied. 
 Spearman's Rho values obtained 
Significance (2-tailed) or p value 0,000 (for p 
value <0.05), then H0 rejected and H1 
accepted, it is mean there is relationship 
between therapeutic communication with 
patient satisfaction in Kertabumi Room Dr. 
Wahidin Sudiro Husodo Mojokerto General 
Hospital. Spearman correlation coefficient 
values are 0.576 which indicate that the 
direction of a positive correlation with the 
strong correlation. 
 
 
Table 1. Cross Tabulation Therapeutic Communication With Patient Satisfaction in Kertabumi Room 
Dr. Wahidin Sudiro Husodo Mojokerto General Hospital, May 2015 
  
 
 
 
 
Therapeutic Communication 
Patient satisfaction 
Very 
dissatisfied 
dissatisfied satisfied 
Very 
satisfied 
Total 
∑ % ∑ % ∑ % ∑ % ∑ % 
bad - - - - - - - - - - 
enough - - - - 7 20,6 
% 
- - 7 20,6 
% 
good - - - - 27 79,4 
% 
- - 27 79,4 
% 
Total - - - - 34 100% - - 34 100 % 
Tabel 2. Statistics Results of Therapeutic Communication With Patient Satisfaction in Kertabumi Dr. 
Wahidin Sudiro Husodo Mojokerto General Hospital, May 2015 
Correlation 
   Therapeutic 
communication 
Patient 
satisfaction 
Spearman’s rho Therapeutic 
communication 
Correlation 
Coefficient 
1.000 .576** 
Sig. (2-tailed) . .000 
N 34 34 
Patient satisfaction Correlation 
Coefficient 
.576 1.000 
Sig. (2-tailed) .000 . 
N 34 34 
**. Correlation is significant at the 0.01 level (2-tailed) 
 
DISCUSSION 
Therapeutic communication 
performed by nurses can be considered good, 
average, or low based on several influence 
factors, those are,   perception, values, 
emotional, socio-cultural background, 
knowledge, roles and relationships, 
environmental conditions (Mundakir, 2006). 
From the data above showed that half of the 
respondents which were 17 male 
respondents(50%) and the rest are  17 female 
respondents (50%), each gender has different 
communication styles . Tanned (1990) states 
that women and men have different 
communication styles. Since 3 years old 
women play with their best friend or in small 
groups and use language to seek explanation, 
minimize differences, and establish and support 
intimacy. Men on the other hand, use language 
to gain independence from the activity within 
the larger group, if they want to be friend, they 
will do it well. In the implementation of 
therapeutic communication basically men and 
women have the same hopes and deserve a 
good therapeutic communication in the delivery 
of the messages as well as the actions and 
nursing care services. 
The data show based on occupation, 
21 respondents (61.8%) are working, 
respondents have variety job. Data based 
education 16 respondents (47.1%) had  senior 
high school / MA. According Mundakir (2006) 
communication is difficult difference level of 
knowledge of the communicators is exist. A 
nurse will be easier to tell or explain the causes 
of rising blood sugar levels to diabetic patients 
who have knowledge about their disease than to 
explain to laymen about their health or illness 
they suffered. On the first communication, it 
will create a feedback (feedback) resulting in 
active communication, but in the second case, 
the communication tend to be in one direction 
because a small chance that feedback will be 
happened. Delivery of therapeutic 
communication  onnurse and patient is also 
affected by the knowledge which connected to 
their education and occupation level, the person 
whose level of education is high and people 
who has job have better knowledge to 
understand and in the delivery of an 
information or therapeutic communication and 
feedback will be mostly happened, in other 
hand those with low education level and those 
who are unemployment have low level of 
knowledge, so in the delivery of an information 
or therapeutic communication nurse will have a 
small possibility of feedback. 
Data by age, subjects in range 26-32 
years old were 13 respondents (38.2%). 
According to Potter & Perry (1993) in order to 
communicate effectively with someone, nurses 
must understand the influence of age both in 
terms of language, as well as the process of 
thinking of the person. In the delivery of 
therapeutic communication nurse and patient is 
also affected by the developments in 
connection with age, which is generally at a 
young age to receive a message or information 
in therapeutic communication was less than in 
the older age because older people more 
experiences so as to receive a message or get it 
better. 
From the results of the questionnaire 
implementation of therapeutic communication 
in Kertabumi Dr. Wahidin Sudiro Husodo 
Mojokerto General Hospital answers of each 
indicator is on the average 28.2 of termination 
stage. According Struart & Sundeen (1995) in 
the termination stage therapeutic 
communication activities performed by nurses 
that summarize the results of the interview, 
follow up with the client, perform the contract 
(time, place and topics), concluded the 
interview with a good way. Implementation of 
therapeutic communication in termination step 
by creating an atmosphere of separation, for 
example at the time of shift change will make 
the relationship of nurses with patients more 
closely and harmoniously so that the 
achievement of the expected results from the 
beginning to the end of the nurse-patient 
achieved and the patient will be satisfied 
The data it can be seen that out of 34 
respondents said they were satisfied entirely as 
much as 34 respondents (100%). Patients who 
are satisfied is a very valuable asset because if 
they are satisfied they will continue to use the 
services, but if patients are not satisfied they 
will spread about bad experiences two times 
more powerful to others (Junaidi, 2005). 
According to (Pohan, 2006) nurses in providing 
nursing care can not be separated from the 
attitude and behavior in communicating with 
patients that may affect patient satisfaction, 
although the service infrastructure is often used 
as benchmarks by patients, the main measure of 
assessment remains the attitude and behavior of 
service displayed by officers.  
In data based on patient satisfaction 
survey results showed  34 respondents (100%) 
are satisfied in therapeutic communication in 
Kertabumi Wahidin Sudiro Husodo Mojokerto 
General Hospital which means all 5 groups 
characteristic in evaluating the quality of 
services can be enjoyed well, can be seen from 
the fact: there is room for nurses nearby, 
empathy: providing the right information, to be 
assertive in communicating and 
understandable, responsive: responding to the 
needs of patients, showing readiness on service 
and responsive, reliability: provide services in 
accordance with the time that has been 
promised by the patient, certainty: make the 
patient comfortable and safe. 
From the results of the patient 
satisfaction questionnaire in Kertabumi Dr. 
Wahidin Sudiro Husodo Mojokerto General 
Hospital average number of answers of each 
indicator value of at least average-value (109.6) 
is about reliability. According Nursalam (2011) 
reliability is the ability to provide the promised 
services, reliable, accurate and consistent. 
Patients will be satisfied if the services 
provided nursing care which give by nurse can 
answer from the desired expectations of 
patients according to nursing services that have 
been promised. 
After analyzed by calculation using 
Spearman's Rho Significant values ??obtained 
(two-tailed) or pvalue 0,000 (for p value <0.05) 
H0 and H1 accepted meaning There 
Therapeutic Communication Relationship With 
Patient Satisfaction at room Kertabumi Dr. , 
Wahidin Sudiro Husodo Mojokerto. General 
Hospital. 
Based on data tabulated results 
obtained 27 respondents (79.4%) stating both 
the implementation of therapeutic 
communication and obtained 34 respondents 
(100%) expressed satisfaction with therapeutic 
communication. One of the factors that affect 
patient satisfaction is the quality of service, 
where a patient will be satisfied if they get good 
service or as expected. Satisfaction emerged 
from the first impression when the patient 
entered the hospital, for example, fast service, 
responsiveness, and hospitality in providing 
nursing services (Budiastuti, 2002). 
From these results it can be seen that 
patient satisfaction is closely associated with 
therapeutic communication nurse applied in 
dealing with patients. The better the therapeutic 
communication, the more satisfied patients, 
whereas therapeutic communication that is less 
then the patient satisfaction will also be 
reduced. 
Based on the data found 7 
respondents (20.6%) in the implementation of 
therapeutic communication and the nurse were 
quite satisfied. According Budiastuti (2002) in 
addition to the quality of service, other factors 
that affect patient satisfaction is communication 
that ordinance information provided by the 
service provider and how the complaints of 
patients quickly accepted by the service 
provider, especially nurses in providing relief to 
the patient's complaints. For example the call 
button on the inpatient unit, the space sufficient 
information to information that will be needed 
hospital service users, as well as the families of 
patients who visit the hospital. These all 
because the patients are satisfied with the 
facilities and pre existing facilities in hospitals, 
such as the availability of rooms hospitalization 
were comfortable and the bathrooms are 
complete for patients, ease in costs for patients 
who use health insurance, as well as ease the 
patients get the drug and information services 
adequate. 
 
CONCLUSION 
The is correlation between therapeutic 
communication with patient satisfaction in the 
strong category. 
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